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验的针对 3-6 岁幼儿教育的培训机构——厦门 TC 宝贝儿童教育培训中心的服务运作





























As more and more parents who born between 1970 to 1989 pay more attention to early 
education, many homogeneous kids education center appear recently. In the same time, the 
service quality of kids education center is the key point to customers’ choice. Only if  
improving the service operation management of kids education center to fit customers, the 
revenue of center can increase to business continuity. This thesis is about improving the 
service operation management of Xiamen TC Baby, which is an international 3-6 years 
early education brand. When Xiamen TC Baby was relocated, its operation had bad 
running. And this paper utilizes theory of management to analyze the strategy and service 
of Xiamen TC Baby. Focus on the 3 sectors that are the relocation of Xiamen TC Baby, 
contradiction between service operation design and customer service volume and service 
points of failure to set some solution, including communal marketing activity, establishing 
center in the downtown, combining class and varying price, eliminating service points of 
failure. This operation improvement is by means of theory about the ability of service 
design, establishing service platform, service blueprint and points of failure, service 
operation site selection, call center. Finally, the effect of operation improvement verify that 
better service operation can improve competitiveness of kids education center. Through 
this paper, hope to help early education market in Xiamen to improve their service 
operation to make customer experience better. 
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第一章  绪 论 
第一节  研究背景及选题意义 
早期教育，广义的定义指从婴幼儿出生到小学以前的教育阶段，目前正在被誉
为“中国永远的向阳产业”。根据《中国人口统计年鉴（2014）》记录，2013 年全国














































第二节  研究目的与方法 
在 3-6 岁早期教育培训越来越兴盛的今天，对于研究如何让间接客户即家长多多
参与到早教培训课程中去，越来越成为各个早教品牌研究的重点。本研究选取厦门
TC 宝贝儿童教育培训中心，一家在厦门 3-6 岁早期教育市场上具备多年教学经验，并
且占领主要市场份额的早教机构为例，研究其服务运作流程以达提升客户体验之目的。 
TC宝贝2004年进入中国市场，作为早教行业的鼻祖，一直在这一市场中引领风骚，
市场份额大约 10%。2008 年 TC 宝贝看准早教市场的黄金时机，开始大范围向二三线城
市扩张，厦门作为南方重要的海滨城市，也是其扩张的重点对象。2008年底厦门TC宝










































乏品牌的核心价值和创新等。其次介绍了 TC 宝贝的概况，了解了 TC 宝贝的内外部
环境，以及现阶段 TC 宝贝存在的主要问题： 
首先，选址与战略定位不匹配。TC 宝贝的客户群体是年收入至少在 15 万以上拥
有 3-6 岁幼儿的家庭，而瑞景商业广场的定位为中低端商城，从客户群体上看新的
选址与 TC 宝贝的战略定位不匹配。  
其次，服务运作规划与顾客服务总量不匹配。厦门 TC 宝贝的教室数量由原先的
7 个变为 6 个，按照课表时间段来看服务设计总量由原先共可以开设 102 个班级变为
86 个，而实际服务总量为 92 个。 
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第四章是 TC 宝贝服务流程重建及实施，这一章节里按照 TC 宝贝目前的状况，
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